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Hot Spot: Teens and Technology

Web, Library, and
Teen Services 2.0

J

t seems like you can't go anywhere
Ithese days without someone throwing

the 2.0 moniker around. Some argue
it’s the future of libraries and others main-
tain it’s hype. The truth is, it's somewhere
in between the two. Library 2.0 was signifi-
cant enough to merit a multiple-week staff
training course for ALA leaders, but what
does it mean for everyone else? How does
2.0 apply to those working in YA services
and why does it matter? And, more specifi-
cally, how does 2.0 apply to the teenagers in
our schools and communities? In simplest
terms, 2.0 is a new way of thinking about
libraries. First and foremost, it follows one
underlying golden rule: to dynamically
interact with and listen to your users to cre-
ate more user-centered services, both physi-
cal and technology-related. Fundamentally,
2.0 is the willingness to enhance library
services through user collaboration.

What is Web 2.0?

Even though Library 2.0 isn't solely about
technology, it's useful to know how the
2.0 concept evolved. The phenomenon
began outside the library world with the
moniker Web 2.0. In simplified terms,
Web 2.0 is the next generation of the
Internet. It is not so much defined by
speed or infrastructure, but how content

is created, distributed, and disseminated,
and how people interact with that con-
tent and each other through a whole new
generation of Web platforms and tools.
Wikipedia (a Web 2.0 concept in itself)
says that the term Web 2.0 is attributed to
Tim O'Reilly of O'Reilly Media and refers
to a second generation of Internet-based
services such as social networking sites
(MySpace, Friendster), wikis (collabora-
tive, shared-content sites), communication
tools, and folksonomies (shared tagging
and labeling, short for “folks” and “taxon-
omy”).! These tools let people collaborate
and share information online in previously
unavailable ways. Everything to date has
been Web 1.0, which consists of static
Web sites containing graphics, or perhaps
multimedia, and links to other static Web
sites, According to Stephen Abram, Web

2.0 is about “conversations, interpersonal
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networking, personalization, and individu-
alism.”? One early adapter to Web 2.0

was Amazon.com. Amazon opened its e-
commerce site to allow users (not
necessarily customers) to add comments
about books and products. Amazon allows
its users to catalog or add tags to their
inventory, making it easier to search. Users
can also make lists to combine interests or
compile favorites. See the Web 2.0 sidebar
for more examples.

What is Library 2.0?

The leap from Web 2.0 to Library 2.0
was the brainchild of Michael Casey, who
first used the term on his blog, Library
Crunch. Casey asserts that Library 2.0
will “embrace disruptive ideas.” At its
heart, this means that in order to embrace
Library 2.0, those who manage and work
in libraries must be willing to make sig-
nificant changes in the way they think and
conduct business. This shift will result

in taking the traditional library of sterile
spaces, static collections, and vanilla cata-
logs to the next level in a variety of areas.
Library 2.0 may initially seem painful for
libraries as it requires radical trust, a con-
cept highlighted by Darlene Fichter, data
library coordinator at the University of
Saskatchewan Library in Canada. Radical
trust encompasses the community, library
staff, and leadership; radical trust is about
trusting the community; it means allowing



and encouraging customers and patrons
to participate in shaping and creating the
library.* This calls for library administra-
tors and frontline staff to let go of some of
their control; it also means building some-
thing without setting the end result in
stone. Perhaps librarian Michael Stephens
of the Tame the Web blog has the most
unambiguous definition of how this comes
together. He writes, “Library 2.0 simply
means making your library’s space (virtual
and physical) more interactive, collabora-
tive, and driven by community needs.”
Essentially librarians have to listen
more, trust more, and be willing to relin-
quish some control to allow customers of
all ages and backgrounds to have the best
library experience possible. The focus of
Library 2.0, however, is not just on tech-
nology components. Library 2.0 concepts
are just as applicable and important to the
building’s physical design (for example,
comfortable and inviting spaces that
encourage excellent customer service). If
the focus is only on the technology aspects
of Library 2.0, we'll end up with Library 1.5
instead. Library 1.5 would consist of plenty
of interesting Web 2.0 technologies with
which few people would be familiar, ema-
nating from buildings that have the same
look, feel, and customer-service approaches
they had before the Internet age.

Teen Services 2.0

So, what does all this mean for library
service to teens? Basically, it all boils
down to looking to teen users and nonus-
ers—engaging them; listening to their
needs, wants, and ideas; and actively
implementing and moving forward. Think
about their experiences with the library
and then design library services for them
(not us). Ask these questions: What kind
of encounter can a teenager have with the
physical library? What kind of encounter

can a teenager have with the virtual library
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RSS (Really Simple Syndication)—

a way to easily collect news, announce-
ments, postings, and content from a
variety of Web sites in an automated way.
Feeds could be used to broadcast arrivals
of new materials (books, audiovisual, etc.),
announcements, and event information.

Commentary and user-driven rating
functionality—the inclusion of patrons’
comments in online catalogs, online
review sharing, and so on.

Blogs—Web pages that serve as publicly
accessible personal journals that include
commentary and idea sharing.

Wikis—collaborative Web sites (for
example, Wikipedia) that are the collective
work of many authors and allow anyone
to edit and modify content.

Social networking sites (for example,
MySpace and Facebook)—sites that allow
librarians to create library profiles, link to
“friends,” share what's new, and just gener-
ally network in a virtual environment.

Photo sharing sites (for example, Flickr)—
sites to post pictures of various library and
community functions, services, and activities.

Audio and video—post digital audio or
video (of library and community func-
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Examples of Web 2.0 in the Library

tions, interviews, events, resources, and
tours) to sharing sites such as YouTube
in streaming format or in downloadable
formats such as podcasts.

Personalized alerts—e-mail and text
messages about reserved and overdue
materials, program and event reminders,
and more.

Interactive Web services—instant mes-
saging (IM) reference, dynamic and
searchable online program and event
information with online registration,
online summer reading programs, and
online access to meeting room and equip-
ment information with the ability to sub-
mit electronic reservation requests.

Personalization and “My Profile” fea-
tures—use a library barcode and pin
number to manage subscriptions to elec-
tronic newsletters and announcements
and allow users to personalize a Web page
with content and color.

Folksonomies, tagging, and tag clouds—
in library catalogs, users can add their
own categories and keywords with fre-
quently used words appearing in a cloud

of hypetlinked words.

(the library’s Web site, blog, and so on)?
How can a teenager’s library experience
become more interactive and user-driven?

Teen Involvement

Community involvement from participants
of all ages is the most important ingredi-
ent of almost anything a 2.0 library does,
and the backbone of the Teen Services 2.0
movement is teen participation. It’s about
keeping those teens you currently serve
while actively seeking out those who don't
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use Iibrary services. Teen involvement is
not only a Library 2.0 concept unto itself,
it is also what drives the other elements
of 2.0. For instance, how can a library be
more interactive, collaborative, and driven
by community needs without directly ask-
ing and involving the community? When
it comes to getting teenagers involved, the
most successful libraries encourage teen
input and assistance from the beginning,
and continue encouraging them into young
adulthood. This means involving

young adult users in service creation
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and evaluation, including information
gathering, assessment, library planning,
and implementation. Participation can
come in the form of teen advisory boards,
focus groups, committee work, and even
teen representatives on the library board.
Involvement and input should relate to all
areas of the library including technology,
customer service, space design, marketing,
collection development, programming, and
more. Ask teen collaborators about Web
2.0 concepts and ideas. Get their input and
their assistance. Since some of Web 2.0
ideas are still foreign and intimidating to
many adults working in libraries, teens can
often be a great resource for incorporating
what’s hot and relevant.

Physical and Virtual Space

Another key component of Teen Services
2.0 is the creation of comfortable, invit-
ing teen spaces. When polling teens ages
13-18 about what they like in their physi-
cal library space they consistently want:

e  arecognizable space—something that
they know is for them and that they
can call their own;

e an area that is colorful, comfortable,
energizing, spacious, and welcoming;

e awell-organized and well-laid-out
place where materials can easily be
found; and

e someplace where they can stay awhile
and just hang out, read, do homework,
listen to music, or work on the
computer.®

Hand-in-hand with physical library
space is virtual space and the development
of library Web sites. Just as with physical
space, teens have an abundance of opinions
and requests when it comes to library Web
sites, Functionality is number one on their
list. They want clean, easy-to-use sites that
aren’t overloaded with text. Young adults
ask for sites they can use to interact with
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other teens and library staff, take quizzes,
submit reviews, play games, look up infor-
mation, chat with library staff for assis-
tance, post messages and comments, get
current information on library programs
and registration, participate in online
summer reading, and more. The Prince
William County (Va.) Library enhanced
its Web site by offering online summer
reading in 2006. They increased active
reader participation by 70 percent and the
number of reviews submitted increased
almost 500 percent.” Starting a mediated
blog or a library wiki, answering reference
questions sent by IM or text, or adding an
RSS feed to the teen Web page are just a
few simple ways to get on the path to 2.0.

Customer Service

Customer service is yet another important
element of Library 2.0 centered around
breaking down the barriers of traditional
library customer service. Getting out from
behind the desk (or eliminating the desk
altogether) and moving toward a more
proactive interaction with customers is key.
Examples of this include examining self-
serve options where staff is readily avail-
able for patron assistance, using library
greeters, implementing information kiosks
and digital signage throughout the library,
and using roaming librarians. Another
relevant aspect involves changing how
libraries deal with teens—too often with
double standards—by writing teen- and
user-friendly policies. Many of these ideas,
coupled with working to eliminate the
us-versus-them mentality among library
administration and staff, constitute a more
retail-minded approach.

Gaming

Gaming is one of the newer services that
libraries are implementing that embraces
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Library 2.0 beliefs. Contrary to what
some may think, gaming is recognized as
a literacy activity. Cynics might consider
gaming to be a disruptive or noneduca-
tional activity, but administrators and staff
at libraries such as Ann Arbor (Mich.)
District Library, Bloomington (IlL.) Public
Library, and Kansas City (Mo.) Public
Library recognize that teens self-regulate
their behavior for the privilege of partici-
pating in events and using the library’s
space. Even smaller, rural libraries such

as Carver’s Bay (S.C.) Public Library, are
incorporating gaming as a part of regular
services by purchasing dedicated gaming
workstations.® Some libraries invite teens
to bring in their own game consoles and
use a meeting room with a projector to
display the games. Circulating video games
as part of the collection is another way to
incorporate games in libraries.

Podcasting

Podcasting and vodcasting (video pod-
casting) are two ways libraries can har-
ness the energy young adults bring into
the library. At ImaginOn’s Library Loft,
part of the Public Library of Chatlotte
and Mecklenburg County (PLCMC) in
North Carolina, Studio-i is a multimedia
production studio where teens produced
a commercial about the summer reading
program to vodcast to their peers, Rather
than expect teens to view the video only
on the Library Loft page, the teens also
uploaded the commercial to YouTube
(www.youtube.com/watch?v=]_folxyL-
CPU). Likewise, many libraries produce
podcasts by and for teens and make them
available on iTunes, as well as on their own
libraries’ Web sites.

Social Networking

As more and more teens join social net-

working sites like MySpace and Facebook,



it no longer seems adequate to simply pro-
vide pages on library Web sites that “adver-
tise” to young adults. Libraries can create
accounts on social networking sites to
promote events, garner teen input, and link
back to the library home page. Creative
libraries, such as Alexandria (Ind.) Public
Library, use MySpace accounts to advertise
new books. A social networking site can
also be an excellent way to connect with
teens by linking to popular authors and
teen advisory group members with their
own accounts or profiles.

Photo sharing sites like Flickr.com are
another excellent venue for pictures taken
at teen-oriented programs. Flickr allows
users to upload digital photos yielding a
searchable database of pictures and the
stories they tell. The search terms “teen”
and “read” in Flickr’s search field results
in photos of Teen Read Week™ displays,
summer reading programs, and volunteer
photos. This gives the library a human face,
showing a visual representation of teens
actively participating in its services. Flickr
is also easy to update and offers another
dynamic service as photos may be added

regularly.

Learn More about the
Web 2.0 Movement

Several libraries are incorporating training
to help familiarize staff with Web 2.0 con-
cepts. One notable example is PLCMC's
Learning 2.0 project. While the training
program offers incentives for PLCMC staff
to participate, the curriculum and activities
are available to anyone (http://plemcl2
-about.blogspot.com). Another program,

Five Weeks to a Social Library, will be
presented free of charge online from
February 12 through March 17, 2007
(www.sociallibraries.com). Topics will
include blogging, RSS, wikis, social
networking software, Flickr, and
SecondLife (http://secondlife.com), an
online digital “world” created entirely by its
residents. Library Success: A Best Practices
Wiki (http://libsuccess.org/index
.php?title=Main_Page) provides examples
of cutting-edge ideas and resources. The
wiki collects lists of libraries that use dif-
ferent technologies such as instant messag-
ing to provide reference assistance online.
The teen services section contains a list of
library blogs for teen patrons as well as a
list of library MySpace profiles with teen

services as their focus.
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